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CHAPTER 3 
 
METHODOLOGY 
 
3.1 INTRODUCTION 
 
This chapter concentrates on the methodology. It provides a detailed description 
of the research design, instrumentation, data collection, tools for data analysis and 
ethical consideration. The chapter also includes a brief explanation of the contextualized 
relationships among service quality antecedents, perceived service quality, customer 
satisfaction, and behavioral compliance. To that end, the partial least square structural 
equation modelling (PLS-SEM) technique used in analyzing the research models was 
briefly explained.  
 
3.2 RESEARCH DESIGN 
 
The study examined the relationship among the latent constructs, which was the 
impact of perceived service quality and its antecedents on patient satisfaction and 
behavioral compliance. It also attempted to confirm the mediating effect of patient 
satisfaction on perceived pervice quality relationship with behavioral compliance. The 
latent constructs and its indicators were developed to understand patients’ perception, 
experience and feelings towards the hospital service; it was measuring the patient 
perception toward hospital infrastructure and service provided by doctors, nurses, and 
other allied healthcare providers. 
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The research investigated the following hypotheses: 
H1a: Infrastructure is positively related to perceived service quality. 
H1b: Interaction is positively related to perceived service quality. 
H1c: Administrative procedure is positively related to perceived service quality. 
H1d: Medical care is positively related to perceived service quality. 
H1e: Nursing care is positively related to perceived service quality. 
H2:   Perceived service quality is positively related to patient satisfaction. 
H3:   Patient satisfaction is positively related to the behavioral compliance. 
H4:  Perceived service quality has a direct positive effect on the behavioral 
compliance. 
H5: The impact of perceived service quality on behavioral compliance is 
mediated by the patient satisfaction. 
 
3.2.1 The Survey Method 
 
Research can be carried out generally by exploration, descriptive or hypothesis 
testing (Bordens and Abbott, 2011; Sekaran and Bougie, 2010). According to Sekaran 
and Bougie (2010) hypothesis testing is to describe features or attributes of a 
relationship, increase the understanding of the relationship as well as to explain the 
variability of an independent variable (exogenous construct) or to predict results or the 
performance of the organization. This current study was hypothesis testing as it is in 
line with the definition given by Sekaran and Bougie (2010), this study describes the 
nature of the relationship between the antecedents of service quality, perceived service 
quality, patient satisfaction and behavioral compliance as experienced or perceived by 
patients. 
The study employed a survey design conducted on a cross-sectional basis to 
answer the research hypotheses. The study conducted at one point in time that was in 
between 24 February to 10 March, 2014. This study adopted cross-sectional design 
because it ensures representative sampling and minimum response bias (Dabholkar et 
al. 2000). Moreover, the cross-sectional data collection method is considered sufficient 
for this type of study and normally used by many researchers (e.g., Mostafa, 2005; 
Baalbaki et al., 2008; Abd Manaf, Mohd, and Abdullah, 2012).   
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The survey method with a structured questionnaire was used to draw out specific 
information from respondents in a sample of a population (Malhotra, 2009). The survey 
method has been used by many researchers to collect data for quantitative techniques. 
Accordingly, survey research is the most popular way of collecting primary data for 
causal analysis; the survey data are used to assess whether one construct affects another 
(De Vaus, 2005). For the current study, the constructs include (a) Service quality 
antecedents (Infrastructure, Interaction, Administrative, Medical Care, and Nursing 
Care), (b) Perceived service quality, (c) Patient satisfaction, and (d) Behavioral 
compliance. The survey was also utilized because it is an appropriate method of 
collecting data from the respondents, and it is a common method of data collection 
within service quality research (e.g., Andaleed and Millet, 2010; Dagger, Sweeney and 
Johnson, 2007). Thus, the quantitative data collection method was considered adequate 
to investigate the perceptions of patients toward hospital service quality and to examine 
the relationship among the constructs in this study.  
Despites the above advantages, the survey method has been criticized because of its 
dependence on self-reported data and reporting only what the respondent think rather than 
what they experience (Creswell, 2012). The aim of the survey is to obtain complete and 
accurate information, as such it needs rigid research design, minimize bias and maximize 
reliability (Kothari, 2004).  Therefore, to achieve this objective only previously tested, 
reliable and valid scales were used in this research as suggested by de Vaus (2005). Further, 
to alleviate any response bias, the questionnaire has been translated to the Malay language 
to ensure that respondents have a solid understanding of the questions. 
 
3.3 INSTRUMENTATION  
 
A comprehensive survey instrument was developed to measure the constructs in 
the research model. The instrument is a set of questions employed to collect data from 
the respondents in an effort to obtain information about the constructs in a study. The 
properly constructed and administered instrument is very important for the success of a 
survey research. Poorly constructed and administered questionnaires may not accurately 
reflect the views and opinions of the respondents; and it can make the data collected 
valueless. 
